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ORGANIZATIONAL STRUCTURES

SINGLE PROVIDER — In this model, one organization provides both social services
and property management with distinctions drawn between functions.

PARTNERSHIP — In this model, two organizations partner with one another for the
provision of either property management or social services depending on expertise.

ADVANTAGES OF A SINGLE PROVIDER MODEL

There is less interagency compromise and one organization retains overall control of
the project.

There are fewer ideological conflicts regarding mission, vision and program goals.
Decision-making, chain of command and ultimate authority is more likely to be clear.

Time is saved if you don't have to structure a long-term collaborative effort with
another agency and coordinate day-to-day operations.

Communication is simplified; principles of confidentiality are less confusing.

There is a “double bottom line” for services and property management. The
organization will be monitoring both the physical plant and the financial viability of
the project as well as the quality of the supportive services. One will be less likely
to take precedence over the other.

ADVANTAGES OF A PARTNERSHIP MODEL

Potential conflicts that occur when one organization (and perhaps the same person)
acts as both service provider and landlord. For example, a tenant will likely refrain
from disclosing potentially damaging information to their case manager if s/he
recognizes that this person reports to or is management.

It is unusual for one agency to have adequate capacity and experience in the
provision of both property management and services, and a great deal of time (and
money) may be lost to developing this expertise through training and trial and error.
Even if the organization hires people with this capacity, they may not be able to
assess and/or monitor the quality of their work.

Collaborating with another agency can bring fresh ideas, talents and new resources
to the project.

Creative solutions often arise out of the tensions and conflicts that are natural with
collaborative efforts.

From the tenant’s point of view, housing is more generic and less institutional when
a housing provider, not a service provider, operates housing.




PARTNER SELECTION CRITERIA

The Organization’s Mission and Goals

a
Q

What do you think the goals of this program should be?
What populations are you interested in serving and why (e.g., singles, families,
people with special needs)?

The Organization’s Values and Philosophy

Q
Q

Does your agency have an approach to services in supportive housing?
What motivates your agency to be involved in this project?

The Organization’s Experience with Similar Projects

Q
Q

How much experience does your organization have with projects of this type?
What experience do you have working with a partner?

The Organization’s Expectations for Tenant Behavior

a

a
Q
Q

What kinds of behavior from residents will be unacceptable to you? (e.g., alcohol
use, drug use, poor personal hygiene, noise disturbances)

What will you expect from residents and what should they expect from you?

How have you or do you plan to involve tenants in activities?

What should the eviction criteria be?

The Organization’s Management Style/Organizational Culture

Q

Describe your staff team (include staffing pattern, expertise, scheduled hours,
supervisory hierarchy).

What decisions do you think should be made jointly between property management
and social service teams?

How does your agency handle conflicts in working relationships?

How do you propose to handle client information sharing between your agency and
staff from other agencies, including your partner?

The Organization’s Vision for Collaboration

Q

What kinds of issues do you think your partner agency should be responsible for
(address primary responsibility during rent-up, house rules enforcement, evictions,
staff hiring, etc.)?




Partnership Exercise: Issues to Consider in Selecting a Partner Organization

For organizations thinking about “partnering” to operate supportive housing,
it is useful to have a series of preliminary meetings to discuss some or all of
the following questions:

¢

Why does your agency want to be involved in supportive housing?
What are the reasons you want/need to partner with another organization?

How much experience does your organization have in residential services? What about with
people with disabilities and people who have been homeless?

What do you think the goals of this supportive housing program should be?

What populations are you interested in serving in this housing? (e.g., singles, families,
people with mental illness, older adults, physically disabled, people in recovery from
substance use, people actively using, etc.) Would you rather develop a residence for a

single population or mixed populations?

What are your expectations for residents? (e.g., work, community service in the residence,
being a good tenant, etc.)

What kinds of behavior from residents will be unacceptable to you? (e.g., alcohol use, drug
use, bizarre dress, poor personal hygiene, people talking to themselves, etc.)

How do you feel about residents’ having overnight guests? What about pets?
Do you think sexual activity between residents should be prohibited?

What should the criteria for eviction be?

What kinds of problems should supportive service staff handle?

Do you have supervision in your organization? What about staff meetings?
How does your agency handle conflict in working relationships?

Should we have another conversation about partnering or should we end it now?




MAINTAINING COMMUNICATION BETWEEN
PROPERTY MANAGEMENT AND SOCIAL SERVICES

Orient each discipline early on to each other’s role

Maintain a log/communications book between security/front desk staff and services

Schedule regular meetings between the director of property management and the
director of social services to review key issues in the relationship, address policies
and procedures and resolve conflicts between staff

Ensure there is a clear decision-making process (what will be decided by team
leaders, by consensus, by democratic process?) and clear lines of authority within
and between property management and social services

Schedule joint staff meetings

Appoint an incident-review committee

Provide team-building retreats

Provide joint trainings on such topics as: confidentiality, understanding special needs
populations, substance abuse, etc.




10.

CASE STUDIES
Property Management/Social Services Coordination

Questions for Discussion:
o How should this situation be handled?
o What is building management’s role? What is social services’ role?

o Where is there confusion or disagreement about what to do or who
should do it?

1. A caseworker visits a tenant in her room. She has been difficult to engage and the
caseworker is pleased to be invited in. The worker finds a room that is piled with stuff
leaving only a narrow path to her bed. The tenant tells the worker that she is working
on a project that will make her very rich and asks the worker not to tell management
about all the stuff in her room.

2. A tenant has been the source of numerous complaints from his neighbors, mostly
for noise. He is behind on his rent. The service team has been trying to work with
him, but he has refused all assistance.

The tenant receives an eviction notice and he goes in to talk to the management team.
He states that he got mugged and then missed his entitlements appointment, which is
why he is behind on his rent. He tells the manager that he wants to pay his rent and
remain a tenant, but he just has bad luck. He says he has tried discussing these things
with service staff, but they are not helpful.

3. A tenant has Dementia. He has been putting the stove on and leaving his room.
The super comes to social services and tells them this situation is an emergency and
something must be done immediately.




4. A frail, elderly man is beginning to decompensate and has been screaming in the
night. Social services has been working with his doctors to adjust his medications, and
his behavior does not yet warrant hospitalization. His neighbors are complaining, and
they are angry at both management and services for not doing anything about their
complaints.

5. A tenant accidentally cuts himself and leaves blood in the hallway. While social
services is dealing with the tenant, the maintenance man cleans up the blood. Later,
another tenant tells the maintenance man “that was probably AIDS blood.” The
maintenance man goes to social services demanding to know whether or not the tenant
has AIDS.

6. In the middle of the night one of the tenants comes downstairs and tells security
staff that he’s “had it” and won't be seen after tonight.

7. One of the tenants has just died. How is this dealt with in your building?

8. A tenant is having problems with the heat in his apartment. He filed a work order
yesterday and has not had a response. The tenant complains to social services and
demands that something be done.




PROPERTY MANAGEMENT
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housing. It includes a section on operational issues that outlines property
management and social services functions.

Community Development Research Center: “Confronting the Management
Challenge: Affordable Housing in the Nonprofit Sector,” 1994

This report is built upon research of 17 nonprofit housing development
organizations and 34 developments. It explores alternative approaches employed
by nonprofit operators in managing a “dual bottom line” of social concern and
financial reality.
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maximizing each “partner’s” strengths and minimizing problems that can arise in
planning, development and operations.
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Sharing in Service Integration.” National Center for Service Integration, NY, 1993
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information sharing that balance the interests of clients and staff. The brief does
not aim to be a comprehensive analysis of confidentiality mandates.

Technical Assistance Collaborative: “Fitting the Pieces Together: Coordinating
Housing Services.” Technical Assistance Collaborative, Boston, MA, 1994

This article looks at the relationship between the owner, manager and social
service providers in supportive residences. Specific responsibilities and roles are
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consumer choice.
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the Journey.” Amherst H. Wilder Foundation, 1994

This workbook provides a framework for understanding the stages of the
collaborative process. It includes worksheets and exercises for the challenges
that may emerge at each stage.




Internet Sites:

Center for Urban Community Services

http://www.cucs.org

Center for Urban Community Services (CUCS) provides a continuum of supportive
services for homeless and formerly homeless people, including street outreach, a
drop-in center, transitional and permanent housing programs, and vocational and
educational programs. Particular emphasis is placed on specialized services for
people with mental illness, HIV/AIDS and chemical dependency. This website
provides information and links to a variety of resources regarding transitional and
permanent housing.

Corporation for Supportive Housing

http://www.csh.org

CSH’s mission is to help communities create permanent housing with services to
prevent and end homelessness. CSH works through collaborations with private,
nonprofit and government partners, and strives to address the needs of tenants
of supportive housing. @ CSH’s website includes a Resource Library with
downloadable reports, studies, guides and manuals aimed at developing new and
better supportive housing; policy and advocacy updates; and a calendar of
events.

National Alliance to End Homelessness (NAEH)

http://www.naeh.org

The National Alliance to End Homelessness (NAEH), a nationwide federation of
public, private and nonprofit organizations, demonstrates that homelessness can
be ended. NAEH offers key facts on homelessness, affordable housing, roots of
homelessness, best practice and profiles, publications and resources, fact sheets
and comprehensive links to national organizations and government agencies that
address homelessness.

National Resource Center on Homelessness and Mental Iliness
http://www.prainc.com/nrc/

The National Resource Center on Homelessness and Mental Illness provides
technical assistance, identifies and synthesizes knowledge and disseminates
information. Users can be linked to findings from Federal demonstration and
Knowledge Development and Application (KDA) projects, research on
homelessness and mental illness, and information on federal projects.




Wilder Foundation
http://www.wilder.org

This website offers practical guidance for nonprofit agencies, including
information on affordable housing, collaborating with partners, and community
building. Publications can be ordered for a fee, with some available to download
for free. There are helpful links to other sites.




